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Non-Final Office Action 



Claim Rejections - 35 USC § 103 

1 . The following is a quotation of 35 U.S.C. 1 03(a) which fonns the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

2. Claims 1, 3, 7-12, 14, 15, 20, 22, 23, 24, 26, and 28 are rejected under 35 
U.S.C. 103(a) as being unpatentable over Cogger et al.. U.S. Patent 6,032,184, and 
further in view of Lewis, U.S. Patent 5,666,481 . 

Referring to claim 1 : 

a. In column 3, lines 32-35, Cogger et al. disclose that to generate a trouble 
ticket from a user's remote customer workstation, a user first logs on to the 
Internet through any Internet access route, and then logs on to the enterprise 
Web-server (executing a computer program on an electronic terminal associated 
with the failed machine). Monitoring the machine or machines and detecting that 
a failure of at least one machine has occurred is inherent to the system of 
Cogger et al. because a failure condition must occur in order to provoke a person 
to generate a trouble ticket. 

b. In column 3,lines 62-67 continued in column 4, lines 1-8, Cogger et al. 
disclose that upon downloading of the prepopulated trouble report from the Web- 
server, the customer then enters information into a problem classification dialog 
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(entering data relating to the condition of the failed machine into the computer 
program via the electronic terminal). 

c. In column 4, lines 9-10, Cogger et al. disclose that finally the trouble ticket 
is submitted to the Customer Service Management System (transmitting the data 
to a database server, thereby initiating a process to alter the condition of the 
failed machine). 

d. In column 16, lines 11-13, Cogger et al. disclose that the first service 
organization takes the appropriate action to attempt to resolve the problem 
described in the trouble ticket. However, Cogger et al. don't explicitly disclose 
compiling historical data relating to the condition of the one or more machines 
using the database server; wherein the historical information includes computer- 
generated data relating to the failure. In column 6, lines 47-50, Lewis discloses 
an entire trouble ticket database that represents a case library. It would have 
been obvious to one of ordinary skill at the time of the invention to include the 
trouble ticket database of Lewis into the system of Cogger et al. A person of 
ordinary skill in the art would have been motivated to make the modification 
because a trouble ticket database enables the system to use case-based 
reasoning to resolve other trouble tickets (see Lewis: column 6, lines 33-50). 
Referring to claim 3, in figures 6-10, Cogger et al. disclose an electronic terminal 

that includes a monitor and further comprising displaying screen displays having data 
fields. 
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Referring to claim 7, in Figure 6. Cogger et al. disclose at least a first of the data 
fields includes a drop-down menu having a plurality of codes relating to potential 
conditions of the one or more machines. 

Referring to claim 8, in Figure 6, Cogger et al. disclose entering data relating to 
the condition of the one or more machines includes selecting a code from the drop- 
down menu relating to the condition of the one or more machines. 

Referring to claims 9 and 23, in Figure 7 and in column 14, lines 52-54, Cogger 
et al. disclose that the questions and answers pertaining to the trouble code are 
electronically entered into the remarks list of the trouble ticket (at least a second of the 
data fields includes a text area for entering operator notes). 

Referring to claim 10, in Figure 7 and in column 14, lines 52-54, Cogger et al. 
disclose that the questions and answers pertaining to the trouble code are electronically 
entered into the remarks list of the trouble ticket (wherein entering data relating to the 
condition of the one or more machines includes entering operator notes into the text 
area for entering operator notes). 

Referring to claims 1 1 and 24, in Figure 7, Cogger et al. disclose that the screen 
displays also include one or more electronic buttons for use with a pointing device to 
initiate certain operations. 

Referring to claim 12, in Figure 7, specifically reference number 410, Cogger et 
al. disclose entering data with the pointing device and selecting an electronic button, 
thereby initiating transmitting the data to the database server. 
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Referring to claims 14 and 26, in Figure 6, Cogger et al. disclose at least a third 
one of the data fields includes a drop-down menu having a plurality of codes relating to 
potential repair activities required due to the failure of the machine. 

Referring to claim 15, in Figure 6. Cogger et al. disclose selecting a code from 
the drop-down menu relating to a repair activity required due to the failure of the 
machine. 

Referring to claim 20: 

a. In column 3, lines 32-35, Cogger et al. disclose that to generate a trouble 
ticket form a user's remote customer workstation, a user first logs on to the 
Internet through any Internet access route, and then logs on to the enterprise 
Web-server (a database server, including a communications connection that 
provides electronic access to one or more remote locations, including the remote 
locations where the various machines are located). 

b. In column 14, lines 52-56, Cogger et al. disclose that the trouble tickets 
are transmitted to the customer service management system for storage in a 
trouble ticket database (wherein the database server is configured to receive 
information from each of the one or more remote locations relating to the 
condition of the machine or machines at the location, wherein the database 
server is configured to store the information electronically such that the 
information may be later analyzed). 

c. In column 4, lines 9-10, Cogger et al. disclose that finally the trouble ticket 
is submitted to the Customer Service Management System (wherein the 
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database server is further configured such that, upon receipt of a request from a 
remote location, the database server transmits an alert to the remote location, 
thereby initiating a process to alter the condition of the machine), 
d. In column 16. lines 11-13, Cogger et al. disclose that the first service 
organization takes the appropriate action to attempt to resolve the problem 
described in the trouble ticket. However, Cogger et al. don't explicitly disclose 
wherein the information includes historical information including computer- 
generated data relating to a machine failure. In column 6, lines 47-50, Lewis 
discloses an entire trouble ticket database that represents a case library. It 
would have been obvious to one of ordinary skill at the time of the invention to 
include the trouble ticket database of Lewis into the system of Cogger et al. A 
person of ordinary skill in the art would have been motivated to make the 
modification because a trouble ticket database enables the system to use case- 
based reasoning to resolve other trouble tickets (see Lewis: column 6, lines 33- 
50). 

Referring to claim 22: 

a. In column 6, lines 14-22, Cogger et al. disclose a graphical user interface 
(a monitor that graphically displays a user interface). A computer including a 
central processor would be inherent to the workstation disclosed by Cogger et al. 

b. In Figure 6. Cogger et al. disclose at least a first of the data fields includes 
a drop-down menu having a plurality of codes relating to potential conditions of 
the one or more machines. 



Application/Control Number: 10/081 ,167 Page 7 

Art Unit: 2113 

c. In column 3. lines 62-67 continued in column 4, lines 1-8, Cogger et al. 
disclose creating a trouble ticket via a Web-server (a data entry system that 
responds to commands to enter data into various ones of the elements; a 
communications arrangement for electronically interfacing to a central location). 

d. In column 14, lines 52-56, Cogger et al. disclose that the trouble tickets 
are transmitted to the customer service management system for storage in a 
trouble ticket database (the central location being configured to electronically 
access one or more remote locations, including the location were the one or 
more machines to be maintained is/are located). 

e. In column 4, lines 9-10, Cogger et al. disclose that finally the trouble ticket 
is submitted to the Customer Service Management System (wherein the central 
location is further configured to receive information from each of the one or more 
remote locations relating to the condition of a machine or machines at the 
location, wherein the central location is also configured to store the information 
electronically such that the information may be later analyzed, wherein the 
central location is further configured such that upon receipt of a request from a 
remote location, the central location sends an alert to the remote location, 
thereby initiating a process to alter the condition of the machine). 

f. In column 16, lines 11-13, Cogger et al. disclose that the first service 
organization takes the appropriate action to attempt to resolve the problem 
described in the trouble ticket. However. Cogger et al. don't explicitly disclose 
wherein the information includes historical information including computer- 
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generated data relating to a machine failure. In column 6. lines 47-50, Lewis 
discloses an entire trouble ticket database that represents a case library. It 
would have been obvious to one of ordinary skill at the time of the Invention to 
include the trouble ticket database of Lewis into the system of Cogger et al. A 
person of ordinary skill in the art would have been motivated to make the 
modification because a trouble ticket database enables the system to use case- 
based reasoning to resolve other trouble tickets (see Lewis: column 6, lines 33- 
50). 

Referring to claim 28: 

a. In column 3, lines 31 -35, Cogger et al. disclose generating a trouble ticket 
from a user's remote customer workstation (at least one machine, the 
maintenance of which is to be coordinated). 

b. In column 3, lines 62-67 continued in column 4, lines 1-8, Cogger et al. 
disclose entering data into a prepopulated trouble ticket through the use of a user 
interface (a controller associated with the machine, including a monitor and a 
data input device, wherein the controller is configured to receive data relating to 
the condition of the machine). 

c. In column 4, lines 9-1 1 , Cogger et al. disclose that the trouble ticket Is 
submitted to the Customer Service Management System (the controller is further 
configured to transmit the data to at least a second location). 

d. In column 14, lines 52-56, Cogger et al. disclose that the trouble tickets 
are transmitted to the customer service management system for storage in a 
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trouble ticket database (a database server and a cx)mmunications connection 
that provides electronic access to other locations, wherein the database server is 
configured to receive information from the controller relating to the condition of 
the machine or machines, wherein the database server is configured to store the 
information electronically such that the information may be later analyzed). 

e. In column 16, lines 3-18, Cogger et al. disclose that an originating 
organization refers the trouble ticket to a service organization (wherein the 
database server is further configured such that upon receipt of a request, the 
database server causes an alert to be transmitted to another location, thereby 
initiating a process to alter the condition of the machine; and a remote computer 
configured to receive the alert, wherein the remote computer is further configured 
to relay the content of the alert to a maintenance technician). 

f. In column 16, lines 11-13, Cogger et al. disclose that the first service 
organization takes the appropriate action to attempt to resolve the problem 
described in the trouble ticket. However, Cogger et al. don't explicitly disclose 
wherein the information includes historical information including computer- 
generated data relating to a machine failure. In column 6, lines 47-50, Lewis 
discloses an entire trouble ticket database that represents a case library. It 
would have been obvious to one of ordinary skill at the time of the invention to 
include the trouble ticket database of Lewis into the system of Cogger et al. A 
person of ordinary skill in the art would have been motivated to make the 
modification because a trouble ticket database enables the system to use case- 
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based reasoning to resolve other trouble tickets (see Lewis: column 6, lines 33- 
50). 

3. Claims 4-6, 30, and 31 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over the combination of Cogger et al., U.S. Patent 6,032,184 and Lewis, 
U.S. Patent 5,666,481, and further In view of Jones et al., U.S. Patent 6.219,648 B1. 

Referring to claims 4-6. 30, and 31, in column 16, lines 3-18, Cogger et al. 
disclose that an originating organization refers the trouble ticket to a service 
organization. However, neither Cogger et al. nor Lewis explicitly disclose transmitting 
the data to an email server, thereby initiating a process to transmit an alert to a 
maintenance technician by personal pager or by an electronic mail message. In column 
2. lines 24-32, Jones et al. disclose that the notification may comprise an alphanumeric 
or digital page, an e-mail message, an X-window terminal message and/or other types 
of electronic messages containing various information regarding the trouble ticket. It 
would have been obvious to one of ordinary skill at the time of the invention to Include 
the messaging of Jones et al. into the combined system of Cogger et al. and Lewis. A 
person of ordinary skill in the art would have been motivated to make the modification 
because there is a need to contact a technician in the combined system of Cogger et al. 
as shown in column 16, lines 3-18 and the messaging means of Jones et al. provide a 
suitable solution considering both Jones et al. and Cogger et al. have systems for 
trouble tickets in a telecommunications services environment. 
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4. Claims 1 3, 21 , 25. and 29 are rejected under 35 U.S.C. 1 03(a) as being 
unpatentable over the combination of Cogger et a!., U.S. Patent 6,032,184 and Lewis, 
U.S. Patent 5,666.481, and further in view of Levi. U.S. Patent 6.658,586 B1. 

Referring to claims 13, 21 , 25, and 29, in column 1 , lines 17-20, Cogger et al. 
disclose that the invention relates generally to an Intemet enabled communications 
network fault management tool, and more specifically is directed toward a system and 
method for interactive trouble reporting and monitoring. However, neither Cogger et al. 
nor Lewis explicitly disclose that the machine or machines includes mail processing 
equipment. In column 4, lines 8-1 3, Levi discloses that a machine that may be 
monitored over a network includes a server, a workstation, a personal computer, a 
laptop, a soft drink dispensing machine, a network postage machine, a printer, a 
personal digital assistant, a heating/ventllation/air conditioning (HVAC) system or 
another suitable device. It would have been obvious to one of ordinary skill at the time 
of the invention to include the monitored devices of Levi into the combined system of 
Cogger et al. and Lewis. A person of ordinary skill in the art would have been motivated 
to make the modification because Cogger et al. disclose a network with devices 
attached to it that report trouble tickets. Any of the devices in the system of Levi would 
be connected to the network of Cogger et al. and would have a need to report trouble 
tickets as shown in column 4. lines 12-25 of Levi. 

5. Claims 16-19 and 27 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over the combination of Cogger et al.. U.S. Patent 6.032.184 and Lewis. U.S. Patent 
5.666,481 , and further in view of Walker et al.. U.S. Patent 5.963.91 1 . 
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Referring to claims 16, 17, and 27, In column 14, lines 63-67 continued in column 
15, lines 1-2, Cogger et al. disclose that after the trouble ticket is referred to a particular 
service organization, that organization can also add additional commentary that is 
readable by the customer as he monitors the trouble ticket activity. Thus, the remarks 
list provides a convenient historical record of the indirect communication between the 
customer and the set of service organizations that are assigned to resolve the network 
event. However, neither Cogger et al. nor Lewis explicitly disclose at least a fourth one 
of the data fields includes a text area for entering information relating to the amount of 
time required to repair the machine and entering data relating to the amount of time 
required to repair the machine into the fourth one of the data fields. In column 6, lines 
25-36, Walker et al. disclose calculating the amount of time the technician would take to 
perform each job. It would have been obvious to one of ordinary skill at the time of the 
invention to include the calculation of the amount of time the technician would take to 
perform each job of Walker et al. into the data fields of Cogger et al. A person of 
ordinary skill in the art would have been motivated to make the modification because it 
is important to any company or individual to know the length of downtime for a failure in 
order to adjust work schedules and productivity quotas. 

Referring to claims 18 and 19, in column 14, lines 63-67 continued in column 15, 
lines 1-2, Cogger et al. disclose that after the trouble ticket is referred to a particular 
service organization, that organization can also add additional commentary that is 
readable by the customer as he monitors the trouble ticket activity. Thus, the remarks 
list provides a convenient historical record of the indirect communication between the 
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customer and the set of service organizations that are assigned to resolve the network 
event. However, neither Cogger et al. nor Lewis explicitly disclose at least a fifth one of 
the data fields includes a text area for displaying information relating to the amount of 
time a repair technician spends taking breaks while altering the condition of the failed 
machine and entering information relating to the amount of time spent taking breaks into 
the fifth one of the data fields. In column 14, lines 17-24, Walker et al. disclose taking 
into account the amount of time required by the technician if a the technician needs to 
take a meal break. It would have been obvious to one of ordinary skill at the time of the 
invention to include the calculation of the amount of time the technician would take to for 
a meal break of Walker et al. into the data fields of Cogger et al. A person of ordinary 
skill in the art would have been motivated to make the modification because It is 
important to any company or individual to know the length of downtime for a failure in 
order to adjust work schedules and productivity quotas. 

Response to Arguments 
6. Applicant's arguments with respect to claims 1 , 20, 22, and 28 have been 
considered but are moot in view of the new ground(s) of rejection. 

Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Michael C. MaskulinskI whose telephone number is 
(571) 272-3649. The examiner can normally be reached on Monday-Friday 9:30-6:00. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Robert W. Beausoliel can be reached on (571) 272-3645. The fax phone 
number for the organization where this application or proceeding is assigned is 571- 
273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status infonnation for unpublished applications is available through Private PAIR only. 
For more infonnation about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). , ^ n « -H 
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